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Libraries have a long history of gathering evidence of performance. The results of regular client 
satisfaction surveys directly inform the continuous improvement of library and information 
services. Staff and student input is critical for improving library physical and virtual spaces, 
facilities and resources, and also to learn how the university community may approach 
information discovery into the future. 
 
At Deakin University Library we are investigating, developing and integrating Web 2.0 
applications into our service delivery. At the same time, designs for next generation physical 
learning spaces are being developed and implemented. These will extend the opportunities for 
students to contribute to a connected network of learners and teachers, to develop social 
networks, and to enrich experience of university life.  Both the online and spaces strategies 
support the University’s distinctive advantage in flexible education.  
 
But what of the future?  How can the Library ensure that its support of research, teaching and 
learning aligns with changes in the behaviour and preferences of the university community in 
the next five years?  This paper reviews Deakin University Library’s recent achievements, 
exposes an important gap and previews its plans to ensure its reliable support to the university 
community continues.  
Introduction 
 
The two challenges heading the EDUCAUSE Advisory Committee for Teaching and Learning 
(ACTL) list for 2009 are: 
 
 Creating learning environments that promote active learning, critical thinking, 
collaborative learning and knowledge creation; and 
 Developing 21st century literacies among students and faculty (information, digital and 
visual) (EDUCAUSE_Learning_Initiative 2009) 
 
The top teaching and learning issue identified by the same committee in 2007 was: 
 Establishing and supporting a culture of evidence (Campbell and Oblinger 2007) 
 
Learning environments.  Literacies.  Evidence. 
 
In university libraries across Australia, these issues are also top of mind and are widely 
reflected in strategic priorities and library action plans. In some institutions, they are included in 
strategic Teaching and Learning Plans at the enterprise level.  At Deakin University, the Library 
is responding to these imperatives by: 
 
 developing new physical spaces to provide out-of-classroom learning opportunities 
with state-of-the-art wireless connectivity, group presentation lounges and flexible 
training facilities as well as social and meet-up spaces; 
 concurrently developing virtual spaces and supporting information and digital literacy 
development, through the introduction of interactive social networking features within 
the library website and web applications, and information research skills training 
programs; and  




Further, using sector intelligence and research evidence to inform business cases and capital 
bids,  the Library has drawn upon a strong evidence base enabling it to develop well regarded 
learning spaces and deliver effective training programs; along with new client services; easier 
information discovery, delivery and management; and a range of virtual amenities. 
 
 
But what of the future? 
 
In today’s chaotic organisational environments ‘managers must be able to design winning 
competitive paradigms and then change these continuously and sometimes discontinuously if 
their organisation is at least to stay crisis-averse and ideally grow and prosper’ (Thomson and 
Cole 1997).  At the same time, a relentless pursuit for improvements and excellence in 
products may produce highly sophisticated outcomes that become less valued by customers.  
Disruptive technologies have been well-researched with the life cycle study of new 
technologies showing that products can get so improved that they overshoot what customers 
want (Christensen 2000; Christensen and Raynor 2003).  Customers meanwhile have moved 
their preferences to simpler needs-based products that plug and play. 
This is instructive to information managers. To achieve the best fit with the way our clients 
discover and use information, our organisations need to be strategically capable of identifying 
new approaches and applying new technologies – mobilising R&D resources without delay to 
keep up with ever-changing client behaviours and expectations. 
 
But do we really know what students want now and what their expectations are over the next 
three to five years? Is what we are planning relevant? Are libraries relying too much on trust 
and reputation rather than gathering the evidence and building the knowledge we need to keep 
pace with an escalating rate of change in the information environment and in our clients’ 
expectations and requirements? 
 
This paper considers the success of Deakin University Library’s pursuits in support of the 
current EDUCAUSE ACTL’s teaching and learning challenges. In this process, it exposes a 
gap in evidence which the Library has begun to address in a longitudinal study of student 
information seeking influencers and communications preferences. 
 
Supporting flexible teaching and learning at Deakin University 
 
Deakin University has a strong reputation for, and commitment, to flexible education.  A key 
goal within the current five-year Deakin University Strategic Plan1 is for the University to be 
recognised as a national leader in flexible education. The Deakin University Teaching and 
Learning Plan 2008 also recognised the importance of developing partnerships between 
students and staff, supporting a connected community of teachers and learners. It also places 
emphasis on the student experience and includes recognition of the need for provision of 
physical learning spaces away from the classroom. 
 
The Library actively supports these planning imperatives through the development of both 
physical and virtual spaces which it is developing concurrently through an iterative process, 
outlined below. 
 
Introducing new generation learning spaces 
 
Large high-end investments in building projects are accompanied by significant time-lags 
between funding submission, project design and building completion. Knowledge and evidence 
used to inform a project is commonly four years old by the time the project is signed off and the 
doors open.  This may be a contributing factor to what we have perceived as the current 
‘normalised view’ of learning spaces. Following the flurry of new libraries, new learning spaces 
and learning commons realised over the last decade, new innovative approaches are becoming 
harder to find.  While tensions are evident, different bodies of knowledge are coming together 
to design student-centred learning spaces to supplement the formal classroom and enhance 
student experience (Designing Libraries 2009). 
 
Flexible learning requires flexible spaces.  Libraries are adopting a more customer-focussed 
approach to the design and refurbishment of spaces.  Historically, Library buildings have been 
dominated by book and other physical collections and Library and information services aligned 
with a print and in-person culture. Now, in new and refurbished libraries, information technology 
is being integrated throughout spaces and is integral to service delivery.  Library clients are 
benefiting from wireless networks and mobile devices; online learning materials, e-journals and 
                                                
1
 Deakin University Strategic Plan 2008-12: Delivering effective partnerships 
e-books that are always ‘there’; and service models that seek to reach students via the 
communication channels that students prefer to use. 
 
Building programs look to innovative spaces that introduce a contemporary !wow! factor, 
drawing students into the Library and providing a comfortable environment that mirrors how 
they prefer to study, learn and work together.  Relaxation spaces, refreshments and technology 
in libraries bring students together in social interactions beyond the classroom.  Multimedia 
presentation facilities are commonly integrated into group spaces.  Many students enjoy the 
opportunities for non-class interactions with their peers.   
 
While it’s cool to abolish library ‘ssshhhhhh!!’, powerful feedback2 reminds us that significant 
numbers of clients expect the Library to be quiet and go to a Library specifically for the purpose 
of quiet reflection and study.  A university library needs to offer an appropriate mix and 
separation of spaces to accommodate these disparate uses. 
 
Future-proofing any building project is a challenge.  Students’ use of IT, mobile devices and the 
web is integral to their learning experience. Their expectations and behaviours are ever-
changing and not easy to forecast. Consequently, ‘the most effective improvements to learning 
spaces are likely to be those that are simple, flexible and that involve cycles of incremental 
change and evaluation’ (James 2007). 
 
Deakin University Library has three building developments underway. Two existing libraries are 
being refurbished and one new specialist library is being established. 
 
The Melbourne Campus at Burwood is located in metropolitan Melbourne and is the campus 
with Deakin’s highest population – a total of 15,000 students.  The majority of international 
student enrolment is located here.  The Library has undergone a $1.3 million refurbishment in a 
first phase of redevelopment. The primary outcome of the Phase 1 refurbishment project is the 
introduction of new generation learning spaces with a greater variety of spaces and an 
expansion of the Library footprint available for student use.  
 
The Geelong Campus at Waurn Ponds has the second largest student population and is the 
original campus (and Library) located in an outer region of Geelong.  The refurbishment project 
of $8 million will provide a complete makeover for the Library, introducing new generation 
learning spaces and research support facilities.  Construction will begin mid-2009. The 
refurbishment project is planned to be completed in 2010.  
 
The third development is the purpose-built special library – the Alfred Deakin Prime Ministerial 
Library (ADPML), located in the last of the historic wool stores to be refurbished at the Geelong 
Waterfront Campus.  The Alfred Deakin Prime Ministerial Library will provide high quality 
research facilities for scholars attached to the Alfred Deakin Institute, and be open to Deakin 
University staff and students and the wider community. An important element of the ADPML will 
be the exhibition space, which will host touring exhibitions from other cultural institutions as well 
as displays from Deakin’s own art collection. 
 
                                                
2 Proponents of quiet libraries conveyed their views to a NSW Library by setting up a Facebook 
Group – “we hate the ABC Library” following the opening of a new library with extensive 
facilities for group study, presentations and interaction, but less space for quiet (silent) use. 
The refurbished Library buildings will achieve a continuum of physical and virtual facilities and 
services.  Students can move unhindered between different spaces, choosing between casual 
meeting places, individual study and group spaces, and supported by wireless networks as well 
as in situ desktop computers, large screens and multimedia. In these information rich spaces 
students can multi-task, accessing analogue and digital information sources and using 
communication technologies they prefer.  
 
These projects provide a step change in library amenity, yet what evidence do we need to 
ensure that we move in the right direction to increase this even more? 
 
 
The Library’s web presence 
 
The Library commenced redeveloping its website with a Phase 1 project in 2006. The original 
intention was to improve access to information and library services online and to introduce a 
new look and feel.  
 
a) Website Phase 1 redevelopment 
 
The predominant message of clients in 2006 was to ‘get like Google!!’ – what we all know to be 
a clean uncluttered interface with the simple facility of providing search. Under this mantel, the 
Library web site redevelopment project was born. 
 
The approach taken by the redevelopment team followed the recommendations made in the 
slim and readable volume ‘Don’t make me think!’ (Krug 2006). As advised by Krug, the 
redeveloped site followed widely known conventions for website design and navigation to 
ensure an intuitive ‘familiar’ and thereby highly useable site. Web pages were broken into 
clearly defined areas with clickable content made obvious and ‘noise kept down to a dull roar’. 
The re-design methodology followed well-established practice, undertaking a content inventory, 
conducting a card sort, developing paper prototypes for use in a series of user testing and 
review cycles which involved clients from all student and faculty groups. 
 
Structured interviews were held with clients, feedback sought from library colleagues and a 
review of the literature undertaken in order to establish redevelopment targets   Feedback 
clearly pointed to the need for prominent ‘search’ on the library homepage, clearer article 
searching, homepage quick links to reflect frequently asked questions along with the need to 
accommodate differing staff and student preferences. 
 
The result was a well-balanced column-format homepage with three search boxes – a radical 
innovation in library homepages at the time.  The look and feel of the site was further improved 
with the introduction of a new Deakin University template, which was released by the University 
around the same time. 
 
Once the new homepage was launched, it became clear that the insistence of clients that 
‘Google is it’ needed closer interpretation.  Search engines provide, in a sense, a lucky dip for 
quickly finding a free source of facts, news, recipes, or other simple information from any 
source.  While everyone needs such information, academic staff and students have additional 
needs. They need to find a particular resource (book, article, patent, etc); to find complex 
information; and to find authentic material (peer-reviewed, statistics, business intelligence); all 
of which is rarely free and often requires a search via an intermediary service such as an 
expensive commercial database.3  
 
The ‘Google’ message was in fact a message about ease of access through an elegant 
interface resulting in a selection of resources with minimal effort – not the keyword search of 
free resources that Google represents. 
 
 
b) Not just a website 
 
By 2007 the web redevelopment project had moved beyond a website.  The Library was now 
an active development partner with Innovative Interfaces Inc., a US library systems company.  
The development product is Encore, a new search and discovery interface which offers meta-
searching across Deakin holdings and includes social networking features. 
 
Reflecting the rapid increase in the use of Facebook in Australia in 2006 by people under 30, 
the Library recognised the potential of Facebook as a suitable platform for providing access to 
library search and services.  The delivery of library services in the client’s preferred 
communication spaces is encouraged as a far more effective service delivery strategy than 
expecting or requiring clients to navigate to a library website.(Dempsey 2007) 
 
A Deakin University Library Facebook profile was soon created and populated with the most 
highly used library website content, as measured through ClickTracks data.  Soon after, a 
Library catalogue search was submitted and certified as an approved Facebook application. 
Deakin University was the second library in Australia to launch a Facebook profile and the first 
library in Australia to offer a Facebook application – Deakin University Library Search. To 
accommodate the preferences of a wider range of clients, the Library also created a Google 
gadget which enables clients to access Deakin University Library resources from iGoogle, the 
gadget providing catalogue search within iGoogle personal portals. 
 
The Library’s latest development is a ‘simpler’ search interface for staff and students to access 
library resources via mobile and handheld devices.  This service has limited uptake to date, a 
key issue being the current cost of mobile internet access in Australia (Johnson, Levine et al. 
2008). 
 
Bit by byte, the virtual library is moving from being the public interface to online library services 
and resources to being the public space of its online community.  Yet what evidence do we 
need to ensure that we move in the right direction to increase this even more? 
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 Open Content, Open Access, Google Books and Google Scholar represent the first elements 
of change in access to scholarly information, but for now, scholarly information comes at a 
price and can rarely be accessed via a search engine. 
Evidence for learning – what are effective measures? 
 
Libraries have a long history of gathering evidence of performance and using regular client 
satisfaction surveys to inform the continuous improvement of library and information services. 
Quality assurance and continuous improvement processes are imbedded throughout academic 
libraries’ service delivery, their internal processes and staff culture.   
 
The Association of Research Libraries recent SPEC Kit entitled ‘Library Assessment’ (Wright 
and White 2007) identifies over 21 assessment methods currently used by libraries, of which 
Deakin University Library uses the 14 highlighted in Table 1 to obtain feedback and undertake 
benchmarking. 
Table 1 
Assessment Methods Assessment Methods (Cont’d) 
  
Surveys Data mining and analyses 
Surveys developed elsewhere (e.g. LibQual+) Statistics inventory 
Locally designed user satisfaction surveys Usability 
Facilities use surveys User interface usability 
Online user feedback (pop-up windows) Web usability 
Work life/ organizational climate studies Wayfinding 
Qualitative Methods Other methods 
Focus groups Student learning outcomes evaluations 
Secret Shopper Studies Benchmarking 
Suggestion Box Unit cost analyses 
Observation Balanced Scorecard 
Interviews Process improvement 
Statistics Other  
Statistics gathering  
 
Client feedback is obtained through an increasing variety of activities. Deakin University 
undertakes an annual internal Student Satisfaction Survey to assess student satisfaction with a 
range of support services, including the Library.  Most Australian and New Zealand university 
libraries administer a common tool, the Library Customer Satisfaction Survey,  comprised of 35 
variables which compare client’s perceived satisfaction and performance across six areas: 
communication; service quality; service delivery; facilities and equipment; library staff; and 
virtual library.  At Deakin University Library, survey instruments are supplemented with client-
centred interviews and focus groups; online ‘pop polls’; web usability testing; suggestion boxes 
and various online mechanisms to seek feedback on particular services. 
 
SERVQUAL instruments which are commonly used in marketing to measure how customers 
perceive the quality of a service (Gronroos 2007) have been applied to library services and 
customer satisfaction for over a decade.  The seven criteria of ‘good service quality’ are well 
known to libraries. 
 
Seven criteria of good service quality4 
 
1. Professionalism and skills 
2. Attitudes and behaviour 
3. Accessibility and flexibility 
4. Reliability and trustworthiness 
5. Service recovery 
6. Service-scape 
7. Reputation and credibility 
 
 
Research into service quality has been instructive to libraries in managing perceived service 
quality, image and relationship frameworks.  More recently, libraries have used anthropological 
and ethnographic studies to gather information about student use of space on university 
campuses.  The University of Rochester Library applied a number of different methods – 
including photo surveys, retrospective interviews, mapping diaries, dorm visits and in-library 
observations.  They learned about students’ campus activity, their campus life, their challenges 
and their preferred means of utilising libraries. (Foster and Gibbons 2007; Marshall, Burns et al. 
2007) 
 
Academic, Jean Caspers reversed roles in her own university for one year and became 
‘Rebekah Nathan’ a freshman student (Caspers 2005).  Academic researchers have also been 
the subject of behavioural studies which have considered researchers’ access to grey literature 
(Sulouff, Bell et al. 2005) and their preferences for accessing and managing information 
(Moncrieff, Macauley et al. 2007). Planning and evaluation of new generation learning spaces 
is initiating a whole new field of library and higher education study, with a new research 
gateway gathering together key sources of information launched in February 20095.  
 
One of the main sources of benchmarking data for Australian and New Zealand academic 
libraries has been an annual statistical compilation by the Council of Australian University 
Librarians (CAUL). Longitudinal data collected by CAUL enables trend analysis and 
comparison of 40 university libraries for a wide range of metrics including budgets, collections, 
staffing, salaries, floor space, opening hours, seating and other key service and operational 
activities. Given the complexity of modern learning spaces in libraries, the traditional CAUL 
measures of seating and floor space are of little value when assessing the quality or adequacy 
of physical library buildings today.  
                                                
4 Gronroos, C. (2007). Service management and marketing: customer management in service 
competition. Chichester, West Sussex, John Wiley & Sons Ltd , p.90 
 
5 Academic Research Libraries: Research Teaching and Learning: Space and facilities 
http://www.arl.org/rtl/space/ 
A space of one’s own: learning environments derived from user-centred discovery techniques 
http://net.educause.edu/live0823 
Architects and planners have little in the way of useful standards for learning spaces. In the UK, 
there have been useful guides produced by JISC (Joint Information Systems Committee) 
including Designing Spaces for Effective Learning and in Australia, Kenn Fisher has provided 
insight on how pedagogy can drive learning space design (Fisher 2007). The Australian 
Learning and Teaching Council (formerly The Carrick Institute) has sponsored national “Spaces 
and Places” seminars for a number of years.  These workshops bring together educational 
planners, academics, librarians, IT and multimedia specialists providing a forum for experts in 
these many fields to learn from projects undertaken in other institutions and nurturing a shared 
lexicon to enable effective contribution. The final report was released in 2008 (Radcliffe et al., 
2008) and illustrates the richness of the dialogue that is occurring in Australia around the 
issues of teaching and learning spaces. 
 
And yet with all this evidence, we need more.  We need research that is informed by the local 
institutional environment, that is regularly updated and that enables libraries to build the 
capacity to be more responsive to how students choose to learn and connect with information 
and their peers. 
 
Identifying the research required 
 
Despite the array of assessment methods used by Deakin University Library to inform the 
development of its physical and virtual spaces, there are undeniable gaps in what we know 
about our clients, their perceptions and their preferences.   
 
Survey instruments are helpful in providing feedback on factors that we are aware of, elements 
that we know.  Other qualitative methods are required to provide insight into areas that may 
need a step change in delivery to reflect rapid developments in communications and web 
applications and changes in client expectations, preferences and behaviour – including 
information searching and resource discovery processes. 
 
Survey methods used in nation-wide activities outlined above have been coarse-grained with 
enthusiasts and complainers over-represented in survey samples. The methods have not had 
the capacity to identify different client types or market segments and have not provided 
individual libraries with the facility to build a cumulative, longitudinal database that can identify 
local trends and predict new demands. 
 
In an endeavour to gather more information on how its clients seek, source and use the types 
of information and services provided, the Deakin University Library has joined with the Deakin 
Computer Assisted Research Facility (DCARF) to undertake a research project commencing in 
2009. A pilot survey of 100 PhD students from across the University and 150 students from the 
Faculty of Arts and Education will study “information use” in a variety of life domains. For 
instance, what information sources do people choose for a wide variety of different information 
needs: for their study and learning, leisure pursuits, work/career development, and academic 
research. The sources of information may be lecturer/tutors; peers; family; mentors; 
supervisors; research literature; media online/in print/on airwaves; traditional face-to-face/one-
way didactic/interactive Web 2.0. The proposition being tested is that information use occurs in 
many aspects of people’s lives, not just in their academic pursuits, and the Library needs to be 
aware of and draw from these different client behaviours and preferences. To respond 
effectively, the Library must well understand the ways that its increasingly diverse and 
demanding clients access and use information. Prior to gaining this understanding, the concept 
of ‘information use’ must be well-defined.   
The pilot study will provide data for an initial classification or typology of users, based on their 
information use.  Using this typology, strategies will be developed by the Library to align 
facilities and services more closely with the needs of these different groups.  Using in-depth 
interviews, more detailed data will also be collected on clients’ images of the Library, gathering 
data on potential uses and obstacles to using the Library. The in-depth interviews will at the 
same time explore personal communities, and the influences of friends, peers and family.  
 
The Library anticipates utilising the richness of this data series over time to: 
  
- better inform the complementary development of virtual and physical spaces for the 
benefit of diverse client groups;  
- strengthen the Library’s strategic awareness of client behaviours, perceptions and 
preferences; and 
- improve the Library’s responsiveness to changes in the environment, including 




Innovative learning spaces which support current approaches to teaching and learning, 
including student-centred and peer-to-peer learning, are now essential infrastructure embedded 
into the library footprint.  Social spaces and meeting places in libraries that reach out to the 
wider university community have been recognised as key elements contributing to excellent 
student experiences and enhancing university life. 
 
In developing the Library’s physical and virtual presence, in seeking continual improvements to 
services for the benefit of clients and in striving for excellence, the Library’s success is 
dependent upon its capacity for strategic learning.  “Creating and sustaining a ‘winning match’ 
between the organisation’s strategic resources and it’s dynamic, often turbulent, 
environment(s) demand that critical (or key) success factors are understood and met.  It is all-
too-easy to be good at things which do not yield a real competitive advantage and not so good 
at those factors which could make a genuine difference’. (Thomson and Cole 1997)  
 
By augmenting its existing sources of evidence and in undertaking a closer study of changing 
client information and communication preferences, Deakin University Library will be afforded   
greater insight into its students’ changing expectations of services and spaces. A richer 
evidence–base, driving the development of learning spaces and information services for the 
current and next generation of students, will strengthen the University’s competitive advantage 
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